

















































PETUNJUK PENGISIAN ANGKET  
1. Baca sejumlah pertanyaan dibawah ini secara teliti. 
2. Anda dimohon untuk memberikan penilaian mengenai pengaruh kualitas pelayanan, 
harga dan promosi penjualan pada PT. Smartfren telecom, Tbk  (Smartfren) cabang 
Galery Smartfren Kudus. 
3. Anda dimohon untuk memberikan jawaban yang sesuai dengan keadaan Anda secara 
objektif dengan memberikan tanda centang ( √ ) pada salah satu kriteria untuk setiap 
pertanyaan yang menurut Anda paling tepat. 
4. Skor yang diberikan tidak mengandung nilai jawaban benar – salah melainkan 
menunjukan kesesuaian penilian Anda terhadap setiap pertanyaan.  
5. Pilihan  jawaban yang tersedia adalah : 
STS          = apabila Anda merasa Sangat Tidak Setuju 
TS = apabila Anda merasa Tidak Setuju  
N = apabila Anda merasa Netral 
S = apabila Anda merasa Setuju 
SS = apabila Anda merasa Sangat Setuju 
6. Dimohon dalam memberikan penilaian tidak ada pertanyaan yang terlewatkan. 







Nama  : .....................................................................................................  L/P 
Umur  : .................................................................................................... 
Alamat  : .................................................................................................... 
No.hp  : .................................................................................................... 







 Variabel Kualitas Pelayanan (X1) 
Pertanyaan  SS S N TS STS 
1. Kemampuan dan keramahan para karyawan 
dalam memberikan pelayanan 
     
2. Daya tanggap dan kecekatan karyawan dalam 
melayani setiap pelanggan  
     
3. Perhatian karyawan dalam menanggapi 
permintaan dan keluhan dari pelanggan 
     
4. Memberikan jaminan ganti rugi pada produk 
yang telah dibeli oleh pelanggan dengan syarat 
dan ketentuan penggantian yang berlaku 
     
 
 
Variabel Harga (X2) 
Pertanyaan SS S N TS STS 
1. Harga yang ditentukan sesuai dengan kualitas 
produk dan kualitas pelayanan yang diberikan 
     
2. Kesesuaian tingkat harga yang terjangkau oleh 
daya beli masyarakat 
     
3. Perbandingan harga yang mampu bersaing 
dengan perusahaan telekomunikasi lainnya 
     
4. Harga sesuai dengan manfaat dan nilai yang 
diperoleh pelanggan 










Variabel Promosi Penjualan (X3) 
Pertanyaan SS S N TS STS 
1. Menawarkan program promosi yang 
mendorong para pelanggan untuk melakukan 
pembelian sesegera mungkin 
     
2. Senantiasa melakukan penawaran khusus 
dalam jangka waktu tertentu 
     
3. Terdapat program penawaran dengan hadiah 
dengan masa penawaran yang telah ditentukan 
     
4. Menawarkan hadiah menarik pada transaksi 
pembelian produk tertentu 
     
5. Memberikan hadiah/premium untuk produk 
tertentu 





Variabel Kepuasan Pelanggan (Y1) 
Pertanyaan SS S N TS STS 
1. Kepuasan terhadap produk yang dihasilkan      
2. Kesediaan konsumen untuk merekomendasikan 
ke orang lain 
     
3. Kepuasan terhadap profesionalitas karyawan 
dalam memberikan tanggapan terhadap 
konsumen 
     
4. Terpenuhinya keinginan dan harapan 
pelanggan saat melakukan pembelian 
















































































RELIABILITY   /VARIABLES=x1.1 x1.2 x1.3 x1.4   /SCALE('ALL VARIABLES') ALL   /MODEL=ALPHA   




 Output Created 29-Aug-2014 21:04:34 
Comments  
Input Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data 
File 
20 
Matrix Input  
Missing Value Handling Definition of Missing User-defined missing values are treated 
as missing. 
Cases Used Statistics are based on all cases with 
valid data for all variables in the 
procedure. 
 Syntax RELIABILITY 
  /VARIABLES=x1.1 x1.2 x1.3 x1.4 
  /SCALE('ALL VARIABLES') ALL 
  /MODEL=ALPHA 
  /STATISTICS=DESCRIPTIVE SCALE 




Resources Processor Time 0:00:00.016 






Scale: ALL VARIABLES 
 
 
Case Processing Summary 
  N % 
Cases Valid 20 100.0 
Excluded
a
 0 .0 
Total 20 100.0 













 Mean Std. Deviation N 
x1.1  3.30 .979 20 
x1.2 2.45 1.234 20 
x1.3 3.00 1.170 20 





Scale Mean if 
Item Deleted 





Alpha if Item 
Deleted 
x1.1  8.45 8.366 .396 .717 
x1.2 9.30 6.747 .514 .655 
x1.3 8.75 7.671 .390 .727 




Mean Variance Std. Deviation N of Items 






RELIABILITY   /VARIABLES=x2.1 x2.2 x2.3 x2.4   /SCALE('ALL VARIABLES') ALL   /MODEL=ALPHA   







 Output Created 29-Aug-2014 21:43:53 
Comments  
Input Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data 
File 
21 
Matrix Input  
Missing Value Handling Definition of Missing User-defined missing values are treated 
as missing. 
Cases Used Statistics are based on all cases with 




 Syntax RELIABILITY 
  /VARIABLES=x2.1 x2.2 x2.3 x2.4 
  /SCALE('ALL VARIABLES') ALL 
  /MODEL=ALPHA 
  /STATISTICS=DESCRIPTIVE SCALE 
  /SUMMARY=TOTAL. 
 
Resources Processor Time 0:00:00.032 






Scale: ALL VARIABLES 
 
 
Case Processing Summary 
  N % 
Cases Valid 20 95.2 
Excluded
a
 1 4.8 
Total 21 100.0 













 Mean Std. Deviation N 
x2.1 3.55 1.146 20 
x2.2 2.70 .979 20 
x2.3 3.30 .923 20 





Scale Mean if 
Item Deleted 





Alpha if Item 
Deleted 
x2.1 9.50 6.053 .551 .699 
x2.2 10.35 7.187 .443 .751 
x2.3 9.75 6.197 .744 .606 






Mean Variance Std. Deviation N of Items 
13.05 10.471 3.236 4 
 
 
RELIABILITY   /VARIABLES=x2.1 x2.2 x2.3 x2.4   /SCALE('ALL VARIABLES') ALL   /MODEL=ALPHA   







 Output Created 29-Aug-2014 21:44:16 
Comments  
Input Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data 
File 
21 
Matrix Input  




Cases Used Statistics are based on all cases with 
valid data for all variables in the 
procedure. 
 Syntax RELIABILITY 
  /VARIABLES=x2.1 x2.2 x2.3 x2.4 
  /SCALE('ALL VARIABLES') ALL 
  /MODEL=ALPHA 
  /STATISTICS=DESCRIPTIVE SCALE 
  /SUMMARY=TOTAL. 
 
Resources Processor Time 0:00:00.015 






Scale: ALL VARIABLES 
 
 
Case Processing Summary 
  N % 
Cases Valid 20 95.2 
Excluded
a
 1 4.8 
Total 21 100.0 
 
 
Case Processing Summary 
  N % 
Cases Valid 20 95.2 
Excluded
a
 1 4.8 
Total 21 100.0 











 Mean Std. Deviation N 
x2.1 3.55 1.146 20 
x2.2 2.70 .979 20 
x2.3 3.30 .923 20 







Scale Mean if 
Item Deleted 





Alpha if Item 
Deleted 
x2.1 9.50 6.053 .551 .699 
x2.2 10.35 7.187 .443 .751 
x2.3 9.75 6.197 .744 .606 




Mean Variance Std. Deviation N of Items 




RELIABILITY   /VARIABLES=x3.1 x3.2 x3.3 x3.4 x3.5   /SCALE('ALL VARIABLES') ALL   /MODEL=ALPHA   











Input Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data 
File 
21 
Matrix Input  
Missing Value Handling Definition of Missing User-defined missing values are treated 
as missing. 
Cases Used Statistics are based on all cases with 
valid data for all variables in the 
procedure. 
 Syntax RELIABILITY 
  /VARIABLES=x3.1 x3.2 x3.3 x3.4 x3.5 
  /SCALE('ALL VARIABLES') ALL 
  /MODEL=ALPHA 
  /STATISTICS=DESCRIPTIVE SCALE 
  /SUMMARY=TOTAL. 
 
Resources Processor Time 0:00:00.015 











Case Processing Summary 
  N % 
Cases Valid 20 95.2 
Excluded
a
 1 4.8 
Total 21 100.0 











 Mean Std. Deviation N 
x3.1 2.55 .999 20 
x3.2 2.85 1.089 20 
x3.3 3.40 1.429 20 
x3.4 2.80 .894 20 







Scale Mean if 
Item Deleted 





Alpha if Item 
Deleted 
x3.1 12.35 10.134 .416 .677 
x3.2 12.05 9.524 .456 .662 
x3.3 11.50 7.316 .572 .615 
x3.4 12.10 10.200 .486 .656 




Mean Variance Std. Deviation N of Items 




RELIABILITY   /VARIABLES=y1.1 y1.2 y1.3 y1.4   /SCALE('ALL VARIABLES') ALL   /MODEL=ALPHA   









 Output Created 29-Aug-2014 21:39:02 
Comments  
Input Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data 
File 
21 
Matrix Input  
Missing Value Handling Definition of Missing User-defined missing values are treated 
as missing. 
Cases Used Statistics are based on all cases with 
valid data for all variables in the 
procedure. 
 Syntax RELIABILITY 
  /VARIABLES=y1.1 y1.2 y1.3 y1.4 
  /SCALE('ALL VARIABLES') ALL 
  /MODEL=ALPHA 
  /STATISTICS=DESCRIPTIVE SCALE 
  /SUMMARY=TOTAL. 
 
Resources Processor Time 0:00:00.015 








Scale: ALL VARIABLES 
 
 
Case Processing Summary 
  N % 
Cases Valid 20 95.2 
Excluded
a
 1 4.8 
Total 21 100.0 











 Mean Std. Deviation N 
 
 
y1.1 3.45 .887 20 
y1.2 3.30 .801 20 
y1.3 3.50 .827 20 





Scale Mean if 
Item Deleted 





Alpha if Item 
Deleted 
y1.1 10.25 4.303 .565 .800 
y1.2 10.40 4.358 .648 .759 
y1.3 10.20 4.484 .571 .794 




Mean Variance Std. Deviation N of Items 





























































REGRESSION   /DESCRIPTIVES MEAN STDDEV CORR SIG N   /MISSING LISTWISE   /STATISTICS COEFF 








 Output Created 05-Sep-2014 03:15:45 
Comments  





Split File <none> 
N of Rows in Working Data 
File 
100 
Missing Value Handling Definition of Missing User-defined missing values are treated 
as missing. 
Cases Used Statistics are based on cases with no 
missing values for any variable used. 
 Syntax REGRESSION 
  /DESCRIPTIVES MEAN STDDEV 
CORR SIG N 
  /MISSING LISTWISE 
  /STATISTICS COEFF OUTS R 
ANOVA 
  /CRITERIA=PIN(.05) POUT(.10) 
  /NOORIGIN 
  /DEPENDENT Y 
  /METHOD=ENTER X1 X2 X3. 
 
Resources Processor Time 0:00:00.078 
Elapsed Time 0:00:00.094 
Memory Required 1948 bytes 
Additional Memory Required 










 Mean Std. Deviation N 
Y 12.84 3.116 100 
X1 12.05 3.154 100 
X2 13.68 2.681 100 




  Y X1 X2 X3 
Pearson Correlation Y 1.000 .122 -.010 .267 
X1 .122 1.000 .415 .246 
X2 -.010 .415 1.000 .203 
X3 .267 .246 .203 1.000 
Sig. (1-tailed) Y . .113 .461 .004 
X1 .113 . .000 .007 
X2 .461 .000 . .021 
X3 .004 .007 .021 . 
N Y 100 100 100 100 
X1 100 100 100 100 
X2 100 100 100 100 











1 X3, X2, X1
a
 . Enter 




Model R R Square 
Adjusted R 
Square 




 .084 .055 3.029 






Model Sum of Squares df Mean Square F Sig. 
1 Regression 80.680 3 26.893 2.931 .037
a
 
Residual 880.760 96 9.175   
Total 961.440 99    
a. Predictors: (Constant), X3, X2, X1 












B Std. Error Beta t Sig. 
1 (Constant) 9.662 1.942  4.976 .000 
X1 .100 .108 .101 .925 .357 
X2 -.122 .126 -.105 -.975 .332 
X3 .269 .104 .264 2.602 .011 






























`TABEL r, t, f 
 
 
 
 
 
 
 
 
